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$EVWUDFW
7KH SXUSRVH RI WKLV TXDQWLWDWLYH VWXG\ LV WR LQYHVWLJDWH WKH IDFWRUV LQIOXHQFLQJ ZLWK WKH .QRZOHGJH 0DQDJHPHQW .0 XVH
SURFHVVLQ,QIRUPDWLRQ7HFKQRORJ\,7HQWHUSULVHVLQWKH6RXWKHUQ8QLWHG6WDWHV7KLVVWXG\DLPVWRSUHVHQWDQDQDO\VLVRIWKH
XVH RI LQIRUPDWLRQ V\VWHPV E\ ,7PDQDJHUV ,7 VXSHUYLVRUV DQG&KLHI ,QIRUPDWLRQ2IILFHUV &,2V IURP VHYHUDO LQIRUPDWLRQ
WHFKQRORJ\HQWHUSULVHV,WXWLOL]HVWKHWKHRUHWLFDO.QRZOHGJH0DQDJHPHQW6XFFHVVIXOPRGHOGHYHORSHGE\.XONDUQL5DYLQGUDQ
DQG )UHH]H  ZKLFK LQYHVWLJDWHG WKH XVH RI ,QIRUPDWLRQ 6\VWHPV ,6 IRU VXFFHVVIXO .0 SUDFWLFHV LQ RUJDQL]DWLRQV
WKURXJK WKH H[DPLQDWLRQ RI DYDLODEOH NQRZOHGJH V\VWHPV EXLOW WR WKH XVH DQG UHXVH RI LQIRUPDWLRQ FRQWHQW TXDOLW\ DQG
GHWHUPLQDQWV RI XVHUV¶ SHUFHSWLRQV RI XVHIXOQHVV XVHU VDWLVIDFWLRQ DQG RUJDQL]DWLRQDO VXSSRUW VWUXFWXUH IRU NQRZOHGJH
PDQDJHPHQW,QWKLVVWXG\WKHGDWDZDVFROOHFWHGIURPDVDPSOHVL]HRILQGLYLGXDOVSHU*3RZHUVWDWLVWLFDOSRZHUDQDO\VLV
SURJUDP WR GHWHUPLQH WKH VDPSOH DQG HIIHFW EHWZHHQ WKH  HLJKW SUHGLFWRUV YDULDEOHV IRU HVWLPDWLQJ FKDQJH DPRQJ VFRUHV
GHSLFWLQJ.QRZOHGJH8VH6WDWLVWLFDODQDO\VLVXVHG6366SDFNDJHWRWHVWWKHK\SRWKHVLV7KHUHODWLRQVKLSVEHWZHHQWKHSUHGLFWRU
DQG FULWHULRQ YDULDEOHV ZHUH HYDOXDWHG XVLQJ VLPXOWDQHRXV PXOWLSOH UHJUHVVLRQPRGHOOLQJ WR VXSSRUW LQIHUHQFHV UHODWHG WR WKH
RPQLEXV UHVHDUFK TXHVWLRQV 7KH  HLJKW SUHGLFWRUV YDULDEOHV ([SOLFLW .QRZOHGJH .QRZOHGJH 6\VWHPV 6XSHUYLVRU &R
:RUNHU/HDGHUVKLS ,QFHQWLYH3HUFHLYHG8VHIXOQHVV DQG8VHU6DWLVIDFWLRQ LQ WKLVPRGHOZHUH UHJUHVVHG LQGHSHQGHQWO\RQWR
VFRUHVRQWKH.QRZOHGJH8VHVFDOH7KLVVWXG\FRQFOXGHVWKDWWKHPRGHOSUHGLFWLQJNQRZOHGJHXVHLVERWKVWDWLVWLFDOO\VLJQLILFDQW
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FULWLFDO HOHPHQWV WHFKQRORJ\ SURFHVVHV DQG LQGLYLGXDOV LQ D PDQQHU WKDW ZLOO SURPRWH D OHDUQLQJ RUJDQL]DWLRQ
WKURXJKWKHHVWDEOLVKPHQWRIDNQRZOHGJHVKDULQJFXOWXUH
,QVSLWHRIDOO WKHDGYDQFHV LQ WHFKQRORJLFDODSSDUDWXVHVDQG WKHVLPSOLILFDWLRQRI LQIRUPDWLRQDFFHVV WKHUHDUH
VWLOOGHEDWHVDQGXQDQVZHUHGTXHVWLRQVUHJDUGLQJVWDQGDUGVIRUHIIHFWLYHRUJDQL]DWLRQRILQIRUPDWLRQDQGNQRZOHGJH
PDQDJHPHQWSUDFWLFHVDQGXVH LQRUJDQL]DWLRQV VWURQJO\DIIHFWLQJ WKHFDSDELOLW\RI DQRUJDQL]DWLRQ WRXQGHUVWDQG
DQG RSWLPL]H WHFKQRORJLFDO DQG KXPDQ UHVRXUFHV DQG HQVXUH FRPSHWLWLYHQHVV $FFRUGLQJ WR 6DEUL 
³NQRZOHGJHLVFRQVLGHUHGDVRQHRIWKHPRVWLPSRUWDQWDVVHWWKDWDFKLHYHVFRPSHWLWLYHDGYDQWDJHLQRUJDQL]DWLRQ,W
LQFOXGHVDOOYLWDONQRZOHGJHDQGLQWHOOHFWXDOVNLOOVSRVVHVVHGLQHPSOR\HHV¶PLQGV´S
7KH DSSOLFDWLRQ RI NQRZOHGJHPDQDJHPHQW .0 SUDFWLFHV LV HVVHQWLDO IRU RUJDQL]DWLRQV WR LQWHJUDWH LGHQWLI\
PDQDJH DQG VKDUH GHSDUWPHQWV¶ LQIRUPDWLRQ DVVHWV .QRZOHGJH V\VWHPV DQG LQIRUPDWLRQ V\VWHPV DUH D FULWLFDO
HQDEOHURI.QRZOHGJHXVHDQGVKDULQJLQRUJDQL]DWLRQV




DQG DUWLFXODWH SUDFWLFHV LQIOXHQFLQJ NQRZOHGJH UHODWHG EHKDYLRUV WKURXJK SURYLGLQJ WHFKQRORJLFDO VRIWZDUH
KDUGZDUH GDWDEDVHV JURXSZDUH HWF DQG PRWLYDWLRQDO WRROV UHZDUG FRQWLQXRXV IHHGEDFN WUDQVSDUHQW
FRPPXQLFDWLRQDQGVRRQZKLFKYDOXHDQLQGLYLGXDOV¶DELOLW\WRFROOHFWLYHO\FUHDWHVROXWLRQVWKDWJHQHUDWHEXVLQHVV




EHKDYLRUDO FXOWXUDO DQG FRJQLWLYH SHUVSHFWLYHV DUH YDOXDEOH DVSHFWV RI GLVFXVVLRQV DERXW LQIRUPDWLRQ WHFKQRORJ\
SURFHVVHV $FFRUGLQJ WR WKH DXWKRU SHRSOH FDQQRW EH WUHDWHG DV WHFKQRORJ\ DQG OHDGHUVKLS EXVLQHVV JRDOV DQG
GLYHUVLW\RISHUVRQQHOLQWKHZRUNIRUFHDUHVRPHRIWKHDVSHFWVWREHFRQWHPSODWHGIRUVXSHULRUSHUIRUPDQFHZKLFK
ZRXOGPLQLPL]HLVVXHVDQGGLOHPPDVDVZHOODVLQFUHDVHPRWLYDWLRQLQFHQWLYHVDQGUHZDUGLQLWLDWLYH









IDFH WKH FKDOOHQJH LQ FUHDWLQJ DQ RUJDQL]DWLRQDO FXOWXUH RI NQRZOHGJH VKDULQJ FRPPXQLW\ WKDW ZLOO OHDUQ KRZ WR
³WKLQNWRJHWKHU´FUHDWLQJYDOXHWRNQRZOHGJHDQGSURPRWLQJVKDULQJ
7KHYDOXHRI.0 LQRUJDQL]DWLRQV LVZHOOGRFXPHQWHG DQG*HLVOHU DQG:LFNUDPDVLQJKH GHIHQG WKDW
³.0KHOSVDQRUJDQL]DWLRQJDLQLQVLJKWDQGXQGHUVWDQGLQJIURPLWVRZQH[SHULHQFH6SHFLILF.0SUREOHPVROYLQJ
G\QDPLF OHDUQLQJ VWRULQJ DQG XVLQJ NQRZOHGJH IRU VXFK WKLQJV DV SUREOHP VROYLQJ G\QDPLF OHDUQLQJ VWUDWHJLF
SODQQLQJ DQG GHFLVLRQ PDNLQJ´ S  7KH FKDOOHQJH RI HIIHFWLYHO\ PDQDJLQJ DQG VKDULQJ LQIRUPDWLRQ DQG
NQRZOHGJHUHPDLQVDQGPDQ\DXWKRUVOLNH*DQHVKDQG1DJDUDMDQLQYHVWLJDWHGWKHFUXFLDOUROHRISHRSOHIRU
WKH NQRZOHGJH PDQDJHPHQW VKDULQJ SURFHVV 7KH DXWKRUV LQGLFDWH WKDW .0 VKDULQJ ³VKRXOG EH HYHU\RQH¶V
UHVSRQVLELOLW\´S

17 Tereza Raquel Merlo /  Procedia Computer Science  99 ( 2016 )  15 – 35 
7KHHIIHFWLYHXVHRIWHFKQRORJLFDOV\VWHPVHQDEOHVRUJDQL]DWLRQVZLWKWKHFUHDWLRQRUJDQL]DWLRQDFFHVVDQGXVH
RI LQIRUPDWLRQ DQG NQRZOHGJH UHVXOWLQJ LQ WKH PRVW HIIHFWLYH NQRZOHGJH PDQDJHPHQW SURFHVV DQG EHVW XVH RI
,QIRUPDWLRQ 6\VWHPV WRROV $FFRUGLQJ WR 'HQJ DQG &KL  S DUJXHG WKDW ³IRU DQ RUJDQL]DWLRQ WR JDLQ
PD[LPXP EHQHILWV IURP D QHZ V\VWHP WKH V\VWHPPXVW EH XVHG HIIHFWLYHO\ DQG H[WHQVLYHO\´ ,Q RUGHU WR EXLOG










1.1. Background of the Study 
&RPSXWHUVKDYHEHFRPHDXELTXLWRXVDQGYLWDOSDUWRIHYHU\GD\OLIHZLWKDFULWLFDOUROHLQWKHZD\LQGLYLGXDOVDQG
RUJDQL]DWLRQV LQWHUDFW2QHRI WKHPRVW DSSHDOLQJDVSHFWVRI WKHKXPDQFRPSXWHU LQWHUDFWLRQ WRERWKSUDFWLWLRQHUV
DQG UHVHDUFKHUV LV WKH UHVWUXFWXULQJ RI WKH SDWWHUQ RI UHWULHYDO RUJDQL]DWLRQ XVH DQG VKDULQJ RI LQIRUPDWLRQ DQG
NQRZOHGJH7KH IRXQGDWLRQRI DYDOXDEOHNQRZOHGJHPDQDJHPHQW SURFHVV LQ DQ RUJDQL]DWLRQ LV WR DOORZZD\V WR
FRQQHFWWKHWKUHHFULWLFDOHOHPHQWVWHFKQRORJ\SURFHVVHVDQGLQGLYLGXDOVLQDPDQQHUWKDWZLOOSURPRWHDOHDUQLQJ
RUJDQL]DWLRQWKURXJKWKHHVWDEOLVKPHQWRIDNQRZOHGJHVKDULQJFXOWXUH
,Q VSLWH RI DOO WKH DGYDQFHV LQ WHFKQRORJLFDO WRROV DQG WKH VLPSOLILFDWLRQ RI LQIRUPDWLRQ DFFHVV WKHUH DUH VWLOO




1.2. Statement of the Problem 
7KH UHVHDUFK SUREOHP WR EH DGGUHVVHG IRFXVHV RQ WKH DQDO\VLV RI WKH UROH RI ,QIRUPDWLRQ 6\VWHPV ,6 IRU
VXFFHVVIXO .QRZOHGJH 0DQDJHPHQW XVH LQ RUJDQL]DWLRQV 7KH UROH DQG FRQWULEXWLRQ RI .QRZOHGJH ,QIRUPDWLRQ
6\VWHPV DQG RUJDQL]DWLRQDO VXSSRUW LQFOXGLQJ VXSHUYLVRU FRZRUNHU DQG LQFHQWLYH IRU HIIHFWLYH .0 XVH DUH
H[DPLQHG 7KLV LQYHVWLJDWLRQ LV EDVHG RQ WKH FODLP WKDW WKH HIIHFWLYH XVH RI LQIRUPDWLRQ V\VWHPV HQDEOHV
RUJDQL]DWLRQVZLWKLQIRUPDWLRQDQGNQRZOHGJHFUHDWLRQRUJDQL]DWLRQDFFHVVDQGXVHUHVXOWLQJLQWKHPRVWHIIHFWLYH
NQRZOHGJHPDQDJHPHQWSURFHVVDQGWKHEHVWXVHRI,QIRUPDWLRQ6\VWHPVWRROV
7KLV VWXG\ DSSOLHG WKH.QRZOHGJH0DQDJHPHQW6XFFHVV WKHRU\SUHVHQWHGE\.XONDUQL5DYLQGUDQ DQG)UHH]H
ZKLFKLQFRUSRUDWHVWKHTXDOLW\RIDYDLODEOHNQRZOHGJHDQGNQRZOHGJHPDQDJHPHQWV\VWHPVIRUVKDULQJDQG
UHXVLQJ NQRZOHGJH VXFK DV GHWHUPLQDQWV RI XVHUV¶ SHUFHSWLRQ RI XVHIXOQHVV XVHU VDWLVIDFWLRQ OHDGHUVKLS DQG
LQFHQWLYHV 7KH IXQGDPHQWDO FRPSRQHQWV IRU LPSOHPHQWDWLRQ RI NQRZOHGJH PDQDJHPHQW XVH DQG UHXVH XQGHU
LQYHVWLJDWLRQDUHUHODWHGWRWKHFRUHFRQFHSWRI.QRZOHGJH0DQDJHPHQW
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.08VHLQWHFKQRORJ\HQWHUSULVHVZLWKKHDGTXDUWHUVLQWKH6RXWKHUQ867KLVUHVHDUFKTXHVWLRQLVUHODWHGWRWKH
UHVHDUFKSUREOHPUHJDUGLQJ,6DQG.0VXFFHVVIXOSUDFWLFHVLQWHUPVRILQGLYLGXDOV¶SHUFHSWLRQVRI.0XVHIXOQHVV
1.4. Conceptual Framework 
7KHVWXG\SUHVHQWHGE\.XONDUQL5DYLQGUDQDQG)UHH]HSUHVHQWVWKH.QRZOHGJH0DQDJHPHQW6XFFHVV
.06 WKHRU\ ZKLFK LQFRUSRUDWHV WKH TXDOLW\ RI DYDLODEOH NQRZOHGJH DQG NQRZOHGJH PDQDJHPHQW V\VWHPV IRU
VKDULQJ DQG WKH UHXVH RI NQRZOHGJH VXFK DV D GHWHUPLQDQW RI WKH XVHU¶V SHUFHSWLRQ RI XVHIXOQHVV VDWLVIDFWLRQ
OHDGHUVKLSDQGLQFHQWLYHVLQDQRUJDQL]DWLRQ
.XONDUQL¶VHWDOVXFFHVVPRGHOLQYHVWLJDWHVWKHTXDOLW\RINQRZOHGJHDQG.0V\VWHPVEXLOWWRVKDUHDQG
UHXVH NQRZOHGJH LQ RUJDQL]DWLRQV ZLWK D PRGHO ZKLFK LQFOXGHV DQ RUJDQL]DWLRQDO VXSSRUW VWUXFWXUH OHDGHUVKLS
VXSHUYLVRUFRZRUNHU DQG LQFHQWLYH DV D IDFWRU LQ WKH VXFFHVVIXO LPSOHPHQWDWLRQ RI .0 V\VWHPV DV GHSLFWHG LQ
)LJXUH&RQFHSWXDOIUDPHZRUNRIWKHVWXG\VKRZQEHORZ
/LWHUDWXUH5HYLHZ
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DQGFRQVXPSWLRQRIGDWDLQIRUPDWLRQDQGNQRZOHGJHDVDFULWLFDOIDFWRURIOHYHUDJHIRUVXFFHVVLQDQXQVWDEOHDQG
FRPSHWLWLYHJOREDOV\VWHPUDLVLQJTXHVWLRQVFRQFHUQLQJWKHYDOXHRIOHDUQLQJWRRUJDQL]DWLRQV






WKH FRQVROLGDWLRQ RI D ³NQRZOHGJHULFK´ HQYLURQPHQW WKDW VXSSRUWV DQG UHLQIRUFHV WKH LPSRUWDQFH RI HIIHFWLYH
NQRZOHGJH VKDULQJ DQG WKH GHYHORSPHQW RI WUXVWZRUWK\ UHODWLRQVKLSV WKURXJK WKH DQDO\VLV RI WHFKQRORJ\EDVHG
LQIRUPDWLRQEDVHGDQGFXOWXUHEDVHGSHUVSHFWLYHV
2.1. From data to information and knowledge management 
7KHDSSURDFKWRWKHFRQVWUXFWRINQRZOHGJHOHDGVWRWKHLQHYLWDEOHOLQNWRLQIRUPDWLRQDQGGDWDDQGLWVDWWULEXWHV
7KHWULDGRIGDWDLQIRUPDWLRQDQGNQRZOHGJHSUHVHQWLQDKLHUDUFK\RIFRPSRQHQWVV\VWHPVGDWDLVGHILQHGDV³MXVW
UDZ IDFWV RU REVHUYDWLRQVZKLFK LV XVDEOHZLWKLQ DZHOOGHILQHV FRQWH[W RI KXPDQRUPDFKLQH FDSDELOLWLHV´S 
$FFRUGLQJ WR*HLVOHUGDWD DUH³REVHUYDWLRQVRQ WKHSK\VLFDORUKXPDQZRUOGFRGHG LQD IRUP WKDWFDQEH VWRUHG
PDQLSXODWHGWUDQVIHUUHGDQGVKDUHG´
6ROW\VLN3LRUXQNLHZLF]  VWUHVVHV WKDW ³WR SURSHUO\ HPSOR\ .0 WRROV RUJDQL]DWLRQVPXVW GLIIHUHQWLDWH




VLPSOH WHUPV NQRZOHGJH PDQDJHPHQW LV WKH SURFHVV WKURXJK ZKLFK RUJDQL]DWLRQV JHQHUDWH YDOXH IURP WKHLU
LQWHOOHFWXDODQGNQRZOHGJHEDVHGDVVHWV0RVWRIWHQJHQHUDWLQJYDOXHIURPVXFKDVVHWVLQYROYHVVKDULQJWKHPDPRQJ
HPSOR\HHVGHSDUWPHQWVDQGHYHQZLWKRWKHUFRPSDQLHVLQDQHIIRUWWRGHYLVHEHVWSUDFWLFHV'DYHQSRUWDQG3UXVDN
 LQ WKH VHPLQDO ZRUN LQYHVWLJDWLQJ NQRZOHGJH KLJKOLJKWV WKDW .QRZOHGJH LV D IOXLG PL[ RI IUDPHG
H[SHULHQFHV YDOXHV FRQWH[WXDO LQIRUPDWLRQ DQG H[SHUW LQVLJKW WKDW SURYLGHV D IUDPHZRUN IRU HYDOXDWLQJ DQG
LQFRUSRUDWLQJQHZH[SHULHQFHVDQGLQIRUPDWLRQ,WRULJLQDWHVDQGLVDSSOLHGLQWKHPLQGVRINQRZHU,QRUJDQL]DWLRQV
LW RIWHQ EHFRPHV HPEHGGHG QRW RQO\ LQ GRFXPHQWV RU UHSRVLWRULHV EXW DOVR LQ RUJDQL]DWLRQDO URXWLQHV SURFHVVHV
SUDFWLFHVDQGQRUPV
,Q WHUPV RI LQIRUPDWLRQ NQRZOHGJH LV XVXDOO\ GHILQHG DV GDWD WKDW KDYH EHHQ VKDSHG LQWR D IRUP WKDW LV
PHDQLQJIXODQGXVHIXOWRKXPDQEHLQJV,WLVWKHWUDQVIHURIIDFWVRULQIRUPDWLRQFRQYH\HGLQWKHKXPDQPLQGLQD
VHQVRULDOZD\WKURXJKWKHIORZRIVHTXHQWLDOHYHQWVGDWDLQIRUPDWLRQZLVGRPWKDWNQRZOHGJHLVJHQHUDWHG
2.2. Knowledge Management Use and Share 
.QRZOHGJHPDQDJHPHQWHQFRPSDVVHVWKHSURFHVVRIFDSWXULQJXVLQJDQGGLVWULEXWLQJNQRZOHGJH7KHNH\










WKDW LQFUHDVHV WKHFRQVXPSWLRQRI.QRZOHGJH0DQDJHPHQW .0´ S6DEUL KLJKOLJKWV WKDW UHVHDUFK
HYLGHQFHV NQRZOHGJH PDQDJHPHQW VKDULQJ DV D GLIILFXOW WDVN DQG WKDW PDQ\ .QRZOHGJH 0DQDJHPHQW 6\VWHPV
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.06DUHQRWHIIHFWLYHO\XWLOL]HGE\ LQGLYLGXDOV LQRUJDQL]DWLRQV7KHDXWKRUDUJXHV WKDWNQRZOHGJHVKDULQJZDV
WUDGLWLRQDOO\ WUDQVIHUUHG IURPSHUVRQ WR SHUVRQXQWLO WKH LQWURGXFWLRQRI LQIRUPDWLRQ V\VWHPV7KH DXWKRU EHOLHYHV
HPSOR\HHV KDYH EHHQ DYRLGLQJ IRUPDO NQRZOHGJH VKDUH LQ IDYRU RI IDFHWRIDFH VKDULQJ RU UHIXVLQJ WR VKDUH
NQRZOHGJHDOWRJHWKHU
%URZQ'HQQLV %XUOH\ DQG$UOLQJ  FODLP WKDW ³WKH.06 UROH LV WR FRQQHFW NQRZOHGJH VHHNHUV WR WKH
SHRSOH WR WKH SHRSOH ZKR KDYH WKH QHHGHG NQRZOHGJH´ S  1RQDND DQG 7DNHXFKL  DGYRFDWH D
SHUVSHFWLYH RQ NQRZOHGJH PDQDJHPHQW WKDW IROORZV WKH RUJDQL]DWLRQDO OHDUQLQJ F\FOH RI DFTXLVLWLRQ XVH DQG
GLVVHPLQDWLRQ RI LQIRUPDWLRQ DQG NQRZOHGJH 7KH WKHRU\ GHIHQGHG E\ WKH DXWKRUV HPSKDVL]HV WKDW HYHQ LQ DQ
LQGXVWU\DQGVHJPHQWZKHUH.0LVVWLOOSHUFHLYHGDVD WHFKQLFDO VRIWZDUHRULHQWHGDUHD WKHFRQVHQVXVDURXQG LWV
LPSDFWRQDOOOHYHOVRIWKHRUJDQL]DWLRQLVXQTXHVWLRQDEOH$EURDGHUXQGHUVWDQGLQJRIWKH.0SURFHVVLVEDVHGRQD
FXOWXUH WKDW HQFRXUDJHV LQIRUPDWLRQ VKDULQJ LQFUHDVHV WKH FDSDELOLW\ RI WHFKQRORJ\ XVDJH DQG LQFHQWLYL]HV
RUJDQL]DWLRQDOSUDFWLFHVWKDWZLOOYDOXHDQGVWUDWHJLFDOO\XVHNQRZOHGJHSURGXFWLRQDQGVKDULQJ
$FFRUGLQJ WR 0HUOR  WKH NQRZOHGJH PDQDJHPHQW SDWWHUQ RI UHWULHYDO RUJDQL]DWLRQ DQG XVH RI
LQIRUPDWLRQLQRUJDQL]DWLRQVHQFRPSDVVHVIRXUEDVLFVWDJHV.QRZOHGJH$FTXLVLWLRQGHILQLQJUXOHVDQGRQWRORJ\






7KHDXWKRUVSRLQWRXWKRZVRIWZDUH LVXQOLNHO\ WR VROYHDQ\NQRZOHGJHSUREOHPDQGKRZ LQIRUPDO FRQYHUVDWLRQV
DPRQJHPSOR\HHVLQIDFWFRQVWLWXWHDPDUNHWSODFHLQZKLFKEX\HUVDQGVHOOHUVWUDGHLQVLJKWDGYLFHH[SHULHQFHDQG
OHVVRQVIRUDUDQJHRIGHVLUDEOHVVXFKDVWUXVWUHSXWDWLRQDQGVWDWXVS
.0 WRROV FDQ LPSURYH FRPPXQLFDWLRQ DGYDQFHPHQW LQ WUDLQLQJ RSSRUWXQLWLHV DQG LPSURYH SURFHVVHV LQ















.QRZOHGJH 6KDULQJ SURPRWHV DQ H[FKDQJH RI NQRZOHGJH DPRQJ )DPLO\ )ULHQGV 3HRSOH &RPPXQLWLHV DQG
2UJDQL]DWLRQV
$QDQGDQG:DOVK GHIHQG WKDWNQRZOHGJH LQFOXGHV ,QIRUPDWLRQ6NLOOV DQG([SHUWLVH7KHSURFHVVRI
WUDQVIHUULQJ VKDULQJ DQGXVLQJNQRZOHGJH LV WRPDNHNQRZOHGJHYLVLEOH IRU WKHSXUSRVHRI6KRZLQJ WKH UROHRI
NQRZOHGJH LQ DQ RUJDQL]DWLRQ 'HYHORSLQJ D NQRZOHGJHLQWHQVLYH FXOWXUH DQG (QFRXUDJLQJ EHKDYLRUV VXFK DV
NQRZOHGJHVKDULQJDQGVHHNLQJRIIHULQJNQRZOHGJHDQGEXLOGLQJWKHNQRZOHGJHLQIUDVWUXFWXUH
%DVHGRQ WKLV XQGHUVWDQGLQJ6RáW\VLN3LRUXQNLHZLF]  GHIHQGV WKDW NQRZOHGJHKDVERWK KXPDQLVWLF DQG
VFLHQWLILF URRWV7KH DXWKRU KLJKOLJKWV WKDW ³:HKDYHEHHQ FUHDWLQJ VKDULQJ DSSO\LQJ DQG WHVWLQJNQRZOHGJH DV
ORQJ DV ZH KDYH EHHQ DEOH WR FRPPXQLFDWH´ S  $FFRUGLQJ WR 6RáW\VLN3LRUXQNLHZLF]  WKHUH DUH
XQTXHVWLRQDEOHH[LVWLQJVWXGLHVGHPRQVWUDWLQJWKDWWKHVFLHQWLILFDQDO\VLVRINQRZOHGJHOHDGVWRLWVLPSURYHPHQW
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*UXELü1HǆLü 0DWLü DQG 0LWURYLü  H[SODLQ WKDW µNQRZOHGJH VKDULQJ LQ WKH ULJKW ZD\ DQG WKH




$ FULWLFDO DVSHFW RI NQRZOHGJH VKDULQJ LV WKH DELOLW\ RI LQGLYLGXDOV DQG JURXSV WR FROODERUDWHZLWK HDFK RWKHU
FUHDWLQJ D FXOWXUH RI XVLQJ DQG VKDULQJ RI NQRZOHGJH LQ WKH RUJDQL]DWLRQ IRU WKH SXUSRVH RI FUHDWLQJ D FRPPRQ
RUJDQL]DWLRQDOEHQHILW
.QRZOHGJH XVH DQG VKDUH LQ RUJDQL]DWLRQV ZLOO EH SURPRWHG E\ D FXOWXUH WKDW LV IRFXVHG RQ OHDUQLQJ DQG
LQQRYDWLRQ1GHJZD0DFKXNL0DDOXHWDO VXSSRUW WKDWNQRZOHGJHVKDULQJFRQWULEXWHV WRRUJDQL]DWLRQDO
OHDUQLQJE\PDNLQJHPSOR\HHVEHWWHUSUREOHPVROYHUVPRUHFUHDWLYHDQG LQQRYDWLYH WKLQNHUVDQGPRUHFRQILGHQW
DQGSURILFLHQWZRUNHUV WKURXJK WKHSURYLVLRQRIVNLOOV LQVLJKWVDQGFRPSHWHQFLHV WRSHUIRUPWKHLUZRUNZHOO7KH
DXWKRUV GHIHQG WKDW RUJDQL]DWLRQDO OHDUQLQJ ³LQIOXHQFHV WKH UHODWLRQVKLS EHWZHHQ NQRZOHGJH VKDULQJ DQG
RUJDQL]DWLRQDOSHUIRUPDQFH´

2.3. Knowledge Management Process (KMP) and Intellectual Capital 
.QRZOHGJH0DQDJHPHQW.0LVDQLQWHUGLVFLSOLQDU\ILHOGRIVWXG\ZLWKRXWDGHWHUPLQHGFRQFHSWXQGHUVWRRGDV
D FULWLFDO SDUW RI D NQRZOHGJH RU HFRQRP\ VRFLHW\ SURJUHVVHG IURP D SRVWLQGXVWULDO VRFLHW\ ,W VXJJHVWV WKH
V\VWHPDWLF XVH RI LQIRUPDWLRQ XWLOL]LQJ D KROLVWLF PDQDJHPHQW DSSURDFK LQ RUGHU WR FUHDWH DQ LQWHOOLJHQW SURFHVV
V\VWHP LQ WKH XVH RI UHVRXUFHV DQG WKH UHVROXWLRQ RI SUREOHPV LQ WKH RUJDQL]DWLRQ 7KH PDQDJHPHQW RI YDULRXV




$FFRUGLQJ WR WKH DXWKRUV WKH .QRZOHGJH0DQDJHPHQW 3URFHVV .03 LV DQ RQJRLQJ SHUVLVWHQW SXUSRVHIXO
LQWHUDFWLRQ DPRQJ KXPDQEDVHG DJHQWV WKURXJK ZKLFK WKH SDUWLFLSDWLQJ DJHQWV PDQDJH KDQGOH GLUHFW JRYHUQ
FRQWURO FRRUGLQDWH SODQ RUJDQL]H IDFLOLWDWH HQDEOH DG HPSRZHU RWKHUV DJHQWV FRPSRQHQWV DQG DFWLYLWLHV
SDUWLFLSDWLQJLQEDVLFNQRZOHGJHSURFHVVLQJNQRZOHGJHSURGXFWLRQDQGNQRZOHGJHLQWHJUDWLRQZLWKWKHSXUSRVHRI










PHDQLQJRYHU WLPH ,W LV QRW D EXVLQHVV VWUDWHJ\RUPDUNHWLQJSODQ EXW D SUDFWLFDO DSSOLFDWLRQ LQEXVLQHVV$V DQ
LQWDQJLEOH IDFWRU LW FDQEH WUDQVIRUPHG LQWR WDQJLEOHJRRGV LQDNQRZOHGJHEDVHGHFRQRP\$FFRUGLQJ WR*HLVOHU
DQG :LFNUDPDVLQJKH  LQWHOOHFWXDO FDSLWDO LV XVXDOO\ FODVVLILHG DV KXPDQ FDSLWDO VWUXFWXUDO FDSLWDO DQG
UHODWLRQDO FDSLWDO+XPDQ FDSLWDO LQFOXGHV WKH NQRZOHGJH TXDOLILFDWLRQV FROOHFWLYH FDSDFLWLHV VNLOOV H[SHULHQFHV
FUHDWLYLW\ LQQRYDWLRQ FDSDELOLW\ PRWLYDWLRQ DQG SURIHVVLRQDO WUDLQLQJ RI WKH HPSOR\HHV LQ WKH RUJDQL]DWLRQ
6WUXFWXUDO FDSLWDO LQFOXGHV RUJDQL]DWLRQDO SURFHVVHV DQG SURFHGXUHV KDUGZDUH VRIWZDUH GDWDEDVHV RUJDQL]DWLRQDO
VWUXFWXUHWUDGHPDUNVSDWHQWVDQGLQWHOOHFWXDOSURSHUW\ULJKWV
5HODWLRQDO FDSLWDO LQFOXGHV WKH YDOXH RI WKH FRPSDQ\¶V UHODWLRQVKLS ZLWK FOLHQWV VXSSOLHUV LQYHVWRUV DQG
GLVWULEXWLRQFKDQQHOV
7KH FKDOOHQJH LQ WKH SURFHVV RI NQRZOHGJH FRQYHUVLRQ EHFRPHV WKH PHDVXUHPHQW RI NQRZOHGJH LQWHOOHFWXDO
FDSLWDOIRUREWDLQLQJUHDOLVWLFLQGLFDWRUVRISURGXFWLYLW\$VGHIHQGHGE\+OXSLFNQRZOHGJHPDQDJHPHQWLV
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GLIILFXOW WRTXDQWLI\LQSDUWIRU LWVXQNQRZQSURSRUWLRQZKLFKUHPDLQVXQFRGLILHGDQGVWRUHGRQO\LQ WKHPLQGVRI
LQGLYLGXDOV
.QRZOHGJH 0DQDJHPHQW H[LVWV DV WKH UHVXOW RI D FRPSOH[ PL[ RI WKUHH HOHPHQWV SHRSOH WHFKQRORJLHV DQG
SURFHVVHV DQG WKH DPDOJDPDWLRQ RI WKRVH HOHPHQWV LQ D ZD\ WKDW LQIRUPDWLRQ WHFKQRORJ\ DQG FXOWXUH DUH
WUDQVIRUPHGDQGHIILFLHQWO\XWLOL]HG7KHFULWLFDOIDFWRUIRUWKHFRPSHWLWLYHDGYDQWDJHRIRUJDQL]DWLRQVQRZUHVLGHVLQ
WKH RUJDQL]DWLRQDO DELOLW\ WR UHFRJQL]H WKH FRPSOH[LW\ RI WKH H[WHUQDO HQYLURQPHQW DQGPDNH DQ HIIHFWLYH XVH RI
LQWHOOHFWXDOFDSLWDOUHVXOWLQJIURPFDSDEOHSHRSOHVXFFHVVIXOO\XWLOL]LQJWHFKQRORJLFDODSSDUDWXVHVDQGEHLQJZLOOLQJ
WRSDUWLFLSDWHLQDFXOWXUHRISURGXFLQJDQGVKDULQJNQRZOHGJH
7KH FRQVROLGDWLRQ RI DQ RUJDQL]DWLRQDO HQYLURQPHQW WKDW ZLOO HQDEOH LQIRUPDWLRQ DQG NQRZOHGJH VKDULQJ DQG
LQWHOOHFWXDOFDSLWDOLVVWURQJO\UHODWHGWRWKHOHDGHUV¶DELOLW\WRVXSSRUWDQGDUWLFXODWHSUDFWLFHVLQIOXHQFLQJNQRZOHGJH
UHODWHGEHKDYLRUVWKURXJKSURYLGLQJWHFKQRORJLFDOVRIWZDUHKDUGZDUHGDWDEDVHVJURXSZDUHHWFDQGPRWLYDWLRQDO
WRROV UHZDUGFRQWLQXRXV IHHGEDFN WUDQVSDUHQW FRPPXQLFDWLRQDQG VRRQZKLFKYDOXHDQ LQGLYLGXDOV¶ DELOLW\ WR
FROOHFWLYHO\ FUHDWH VROXWLRQV EXVLQHVV LQWHOOLJHQFH 7KH NH\ HOHPHQW IRU HIIHFWLYH NQRZOHGJH VKDULQJ KDV LWV
IRXQGDWLRQLQDVHWRIEHOLHIVDQGEHKDYLRUVWKDWZLOOIDFLOLWDWHWKHXQGHUVWDQGLQJRI.0WRROVDQGWKHLUDSSOLFDELOLW\
IRUSHUIRUPDQFHHQKDQFHPHQWDQGDQLQGLYLGXDO¶VDSSURDFKWRNQRZOHGJH









.QRZOHGJH0DQDJHPHQW HQDEOHV WKH GHYHORSPHQW RI PHFKDQLVPV WR WUDQVIRUP DQG FRQYHUW WDFLW DQG H[SOLFLW
NQRZOHGJHWKDWVXUURXQGVLQWHOOHFWXDOFDSLWDO OHYHUDJLQJLQGLYLGXDOV¶XQGHUVWDQGLQJDQGRUJDQL]DWLRQDOFDSDELOLWLHV
WRDWWDLQ WKHHQWHUSULVH¶VXOWLPDWHJRDOVDQG LQWHOOHFWXDOFDSLWDO ,WDOVRHQDEOHV WKHFXOWXUHEDVHGSHUVSHFWLYH WKDW
IRFXVHVRQNQRZOHGJHVKDULQJDQGWKHFOHDUXQGHUVWDQGLQJWKDWLQGLYLGXDOV¶H[SHUWLVHDQGVHWVRIVNLOOVDUHGHFLVLYH
IRURUJDQL]DWLRQDOHIILFLHQF\
,Q D NQRZOHGJH HFRQRP\ ZKHQ WKH PDQDJHPHQW RI LQWHOOHFWXDO FDSLWDO LV D FULWLFDO IDFWRU LQ RUJDQL]DWLRQDO
VXUYLYDO WKH HPSKDVLV LV RQ WKH FDSDELOLW\ RI RUJDQL]DWLRQV WR LQFRUSRUDWH LQQRYDWLYH VROXWLRQV WR HQWUHQFK WKHLU
SRVLWLRQ LQ WKH PDUNHW 7KH NH\ EHFRPHV WR HIIHFWLYHO\ PDQDJH KXPDQ WHFKQRORJLFDO DQG RWKHU UHVRXUFHV DQG
OHDGHUV DUH OHIW ZLWK WKH FKDOOHQJH RI RSWLPL]LQJ WKH XWLOL]DWLRQ RI RUJDQL]DWLRQDO UHVRXUFHV FRQWHPSODWLQJ WKH
EXVLQHVVFRUH
7KH UROH RI ,QIRUPDWLRQ 7HFKQRORJLHV LQ .0 SURFHVVHV LV WR HQDEOH LQLWLDWLYHV DQG SOD\ D FULWLFDO UROH LQ WKH
LQWHJUDWLRQRI WKHFRQFHSWRINQRZOHGJHUHSUHVHQWDWLRQDQGWUDQVIRUPDWLRQ,7IDFLOLWDWHV WKHVKDULQJRINQRZOHGJH
DQGH[SHUWLVHWKURXJKJOREDOQHWZRUNFRPSXWHUVDQGJURXSZDUHDQGXVHVWKHSURFHVVLQJRINQRZOHGJHDVDWRROWR
VXSSRUW VRFLDO DFWLYLW\ LQ FXOWXUDOEDVHG NQRZOHGJH PDQDJHPHQW DQG VROXWLRQV ,W HQDEOHV WKH XWLOL]DWLRQ RI DQ





DQG VHOHFWLQJ LQIRUPDWLRQ WR LWV XVH DQG FRPPXQLFDWLRQ $FFRUGLQJ WR 5RWKZHOO HW DO  WKH +XPDQ
3HUIRUPDQFH ,PSURYHPHQW +3, DSSURDFK IRFXVHV RQ UHVXOWV RXWFRPHV DQG DFFRPSOLVKPHQWV ZLWK HPSKDVLV RQ
EHKDYLRUV FRQFXUUHQWO\ DOORZLQJ WKH DQDO\VLV RI SHUIRUPDQFH JDSV VWUDWHJLF SODQQLQJ IRU VXSHULRU KXPDQ
SHUIRUPDQFHLPSURYHPHQWDQGWKHGHYHORSPHQWRIFRVWHIIHFWLYHLQWHUYHQWLRQV
.QRZOHGJH0DQDJHPHQW LVGULYHQE\H[WHUQDODQG LQWHUQDO IDFWRUVPRVWFULWLFDOO\E\FRPSHWLWLRQPDUNHWSODFH
GHPDQGVWKHDGRSWLRQRIQHZSURFHVVHVDQGPDQDJHPHQWVW\OHVDQGLQIRUPDWLRQV\VWHPVDYDLODEOH7KHVHDORQJ
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VHULHV RI WUDLWV DQG WHFKQLTXHV DSSOLHG WR LGHQWLI\ DQG DGGUHVV NQRZOHGJH ZRUNHUV DQG WKH XVH RI WHFKQRORJ\







VLGH .0 GHOLPLWDWLQJ D IRXQGDWLRQ IRU DFKLHYLQJ VXVWDLQDEOH LQQRYDWLRQ E\ IRFXVLQJ RQ WKH SURGXFWLRQ DQG





WKH RUJDQL]DWLRQ UHVXOWLQJ LQ HIIHFWLYH VWUDWHJLF GHFLVLRQV FRPSHWLWLYH DGYDQWDJH DQG VXSHULRU EXVLQHVV
SHUIRUPDQFH





-DUYHQSDD DQG 6WDSOHV  HODERUDWHG RQ RUJDQL]DWLRQDO RZQHUVKLS RI NQRZOHGJH SRLQWLQJ RXW WKDW
FROODERUDWLYH LQLWLDWLYHV EULQJ LQWHUQDO LQWUDRUJDQL]DWLRQDO DQG H[WHUQDO LQWHURUJDQL]DWLRQDO EHQHILWV WR DQ
RUJDQL]DWLRQ7KHVXFFHVVRI.0LQLWLDWLYHVUHOLHVRQ WKHRUJDQL]DWLRQ¶VDELOLW\ WRFRQFHQWUDWHPRUHRQSHRSOHDQG
OHVV RQ WHFKQRORJ\ HVSHFLDOO\ FRQVLGHULQJ WKDW LQGLYLGXDOV DUH PRUH OLNHO\ WR H[SUHVV WKHPVHOYHV DQG VKDUH
H[SHULHQFHVDQGLQIRUPDWLRQLQDQLQIRUPDOPDQQHU
7KH HPSKDVLV ZLWKLQ WKLV FRQWH[W LV WKDW EHKDYLRU PRGLILFDWLRQ LQ RUJDQL]DWLRQV LV WUDGLWLRQDOO\ FODVVLILHG DV
SRVLWLYHUHLQIRUFHPHQWDYRLGDQFHOHDUQLQJH[WLQFWLRQDQGSXQLVKPHQWZLWKSRVLWLYHUHLQIRUFHPHQWDVWKHPRVWXVHG
LQ NQRZOHGJH PDQDJHPHQW HQYLURQPHQWV $FFRUGLQJ WR $PDU  ³$V VKLIW WDNHV SODFH WRZDUG NQRZOHGJH
RUJDQL]DWLRQVLQWHOOHFWXDORUJDQL]DWLRQVXQGHUVWDQGLQJZRUNEHFRPHVYHU\FRPSOH[DQGZRUNEHKDYLRUEHFRPHV
KDUGWRFRPSUHKHQGWRPRGHODQGWRPRGLI\´S
7KH ZRUN HQYLURQPHQW PDQLIHVWV WKH RUJDQL]DWLRQ¶V FXOWXUH DQG WKH OHYHO RI NQRZOHGJH LV XVHG E\ WKH
RUJDQL]DWLRQWRHQFRXUDJHDFXOWXUHRIWUXVWIUHHGRPDQGFRQWURO7KHNQRZOHGJHIORZPDQDJHPHQWLQRUJDQL]DWLRQV
LV HPEHGGHG LQ WKH RUJDQL]DWLRQ¶V RYHUDOO VWUDWHJ\ FRQVLGHULQJ WKH FRPELQDWLRQ RI KXPDQ WHFKQRORJLFDO DQG
LQIRUPDWLRQDOUHVRXUFHVDVFULWLFDOIDFWRUVRIVXFFHVV
2UJDQL]DWLRQV LQ D NQRZOHGJH VRFLHW\ DUH H[SHFWHG WR RSWLPL]H KXPDQ DQG WHFKQRORJLFDO UHVRXUFHV WRZDUG
EXLOGLQJ FRQVWDQW OHDUQLQJ SURFHVVHV *RWWVFKDON  GHIHQGV WKDW WHFKQRORJLFDO DGYDQFHV RSWLPL]H WKH
GLVVHPLQDWLRQ RI LQIRUPDWLRQ FUHDWLQJ D FXOWXUH WKDW JRHV EH\RQG DQ LQIRUPDWLRQEDVHG RU WHFKQRORJ\EDVHG
SHUVSHFWLYH,WLPSRVHVWKHXUJHQF\RIDQRUJDQL]DWLRQDOFXOWXUHWKDWZLOOFRQQHFWDOODVSHFWVRIWKHRUJDQL]DWLRQDQG
HQDEOHNQRZOHGJHVKDULQJ
7KH GHILQLWLRQ RI NQRZOHGJH VRFLHW\ SUHVHQWHG E\ +LVORS  VWUHVVHV WKH LQFUHDVHG XVH RI LQIRUPDWLRQ
NQRZOHGJHDQGWHFKQRORJ\LQPDQ\LQGXVWULHVDQGRUJDQL]DWLRQDOVHJPHQWVDVWKHUHVXOWRIDSRVWLQGXVWULDOSURFHVV
ZKHUH³WKHVHUYLFHVHFWRULVGRPLQDQWDQGNQRZOHGJHEDVHGJRRGVVHUYLFHVKDYHUHSODFHGLQGXVWULDOPDQXIDFWXUHG
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JRRGVDV WKHPDLQZHDOWKJHQHUDWRUV´S7KLVSURFHVVSUHVHQWVRSSRUWXQLWLHVDQGFKDOOHQJHVWRRUJDQL]DWLRQVLQ
WKHVHQVHWKDWVLJQLILFDQWFKDQJHVLQVHUYLFHVDQGSURGXFWVDOWHUWKHQDWXUHRIWKHZRUNLWVHOIVXEVWDQWLDOO\LQFUHDVLQJ
WKH H[DPLQDWLRQRIKRZ VXFFHVVIXO WKH HOHPHQWV RI FKDQJH WHFKQRORJ\ DQG LQIRUPDWLRQGHVLJQ DUH DW OHYHUDJLQJ
WDFLWNQRZOHGJHRIHPSOR\HHVDQGLPSURYLQJRUJDQL]DWLRQDOSHUIRUPDQFH
7KHPRUH SURFHVVHV EHFRPH FRPSXWHUL]HG WKHPRUH RUJDQL]DWLRQV SHUFHLYH WKH QHHG WR IRFXV RQPDQDJHPHQW
IXQFWLRQV DQG UHVSRQVLELOLWLHV DQG RQ WKH VWUDWHJLF IXQFWLRQ RI WKH RUJDQL]DWLRQ 7KH SDUDGLJP VKLIW LPSRVHV DQ
LQFUHDVHG QHHG IRU UHHYDOXDWLRQ RI WKH WUDGLWLRQDO GDWDNQRZOHGJH PRGHO DQG RUJDQL]DWLRQDO HQYLURQPHQW
LQIRUPDWLRQ SURFHVVLQJ NQRZOHGJH UHVRXUFHV DQG WHFKQRORJLFDO DSSDUDWXVHV WRZDUG EXLOGLQJ D G\QDPLF
LQIRUPDWLRQLQIUDVWUXFWXUH
,Q D NQRZOHGJHEDVHG HFRQRP\ WKHUH LV D SUHVVLQJ QHHG IRU NQRZOHGJHZRUNHUV DV D NH\ VWUDWHJ\ WR JHQHUDWH
HFRQRPLF JURZWK DQG WDQJLEOH DVVHWV PHDVXUHG DV FDSLWDO LQYHVWPHQ ZKLFK FRPELQHG ZLWK LQIRUPDWLRQ
WHFKQRORJ\DQGQHWZRUNLQIUDVWUXFWXUHFUHDWHYDOXHIRUDQRUJDQL]DWLRQDQGHQVXUHDFRPSHWLWLYHDGYDQWDJH
6RáW\VLN3LRUXQNLHZLF]GHIHQGV WKDWVXFFHVVIXONQRZOHGJHPDQDJHPHQWHQDEOHVRUJDQL]DWLRQV WRPDNH
LQFUHDVLQJO\ PRUH LQWHOOLJHQW GHFLVLRQV DQG VWUHVVHV WKDW ³NQRZOHGJH LV D VLJQLILFDQW EXVLQHVV DVVHW WKDW SUHYHQWV
RUJDQL]DWLRQV IURP VSHQGLQJ WLPH UHLQYHQWLQJ VROXWLRQV DQGPDLQWDLQV RUJDQL]DWLRQDO IRFXV RQ SURYLGLQJ D KLJK
TXDOLW\ RXWSXW 7KLV LV DFFRPSOLVKHG WKURXJK WKH VWRULQJ VKDULQJ DQG XVLQJ RI NQRZOHGJH ZLWK WKH LQWHQW RI
LPSURYLQJWKHNQRZOHGJHWKURXJKRXWWKHPDQDJHPHQWF\FOH´S
2.5. Knowledge practice and organizational learning: the Human Computer Interaction (HCI) interface 
.0GRHVQRWKDYHDWHFKQRORJ\EDVHGFRQFHSWLWXWLOL]HVWHFKQRORJ\WRROVWRVXSSRUWDQGHVWDEOLVK.0LQLWLDWLYHV
DVSDUWRI WKHSURFHVV ,W LVQRW WKH IUDPHZRUNRI.0DVPDQ\ZRXOGDVVXPHGHIHQGRU LPDJLQHEXWRQHRI WKH
HOHPHQWV RI WKH SURFHVV(IIHFWLYH GHFLVLRQV RQ.0DUHEDVHGRQSHRSOH DQG WKHLU NQRZOHGJHRI WKH SURFHVV DQG
SURGXFWVXWLOL]LQJWHFKQRORJ\DVDEXVLQHVVVWUDWHJ\
$ODYLDQG/HLGQHUDGYRFDWHWKDWWHFKQRORJ\SOD\VDFULWLFDOUROHLQWKH.0SURFHVVEXWLWUHSUHVHQWVRQH
SHUVSHFWLYH LQ WKH EURDGHU YLHZ DQG XQGHUVWDQGLQJ RI .0 LQ RUJDQL]DWLRQV DV SDUW RI WKH WKUHH SHUVSHFWLYHV
LQIRUPDWLRQEDVHGWHFKQRORJ\EDVHGDQGFXOWXUHEDVHG7KHDXWKRUVHPSKDVL]HWKH/HDYLWWVPRGHORI.0FXOWXUH
VWUHVVLQJWKHLPSRUWDQFHRIWKHDOLJQPHQWRIWDVNVVWUXFWXUHSHRSOHDQGWHFKQRORJ\LQRUJDQL]DWLRQV
7KHUH DUH VHYHUDO WKHRULHV DPRQJ SUDFWLWLRQHUV DQG UHVHDUFKHUV HODERUDWLQJ RQ WKH IRXQGDWLRQ RI .0 ZLWK D
FRQVHQVXVVXUURXQGLQJWKHEDVLFVWUXFWXUHUHVXOWLQJIURPWKHHIIHFWLYHXVHRILQIRUPDWLRQDQGWHFKQRORJ\DLPLQJWR
FUHDWH DQ RUJDQL]DWLRQDO FXOWXUH EDVHG RQ NQRZOHGJH VKDULQJ WKDW PDNHV XS WKH IUDPHZRUN RI D OHDUQLQJ
RUJDQL]DWLRQ $FFHVV WR LQIRUPDWLRQ DQG WKH SURSHU VWUDWHJ\ RI KRZ WR ILQG LW FRQVWLWXWH WKH LQIRUPDWLRQEDVHG
SHUVSHFWLYH ZKLFK FRQWUDVWV ZLWK D WHFKQRORJ\EDVHG SHUVSHFWLYH WKDW IRFXVHV RQ WHFKQRORJ\ DSSOLFDWLRQV DQG
GDWDEDVHV\VWHPVDQGWKHFXOWXUHEDVHGSHUVSHFWLYHSHUWDLQLQJWRKRZNQRZOHGJHLVVKDUHGDPRQJLQGLYLGXDOVLQWKH
RUJDQL]DWLRQ 7KH FRQVROLGDWLRQ RI D FXOWXUHEDVHG SHUVSHFWLYH LQ WKLV FRQWH[W FRUUHVSRQGV WR WKH RUJDQL]DWLRQDO
DELOLW\WRFUHDWHDQHQYLURQPHQWWKDWZLOOEHIDYRUDEOHWRFRQWLQXRXVOHDUQLQJHQDEOLQJVXSHULRUKXPDQSHUIRUPDQFH
+XPDQ&RPSXWHU ,QWHUDFWLRQ +&, VLJQLILFDQWO\ FRQWULEXWHV WR WKH GHVLJQ RI FRPPXQLFDWLRQ DQG LQIRUPDWLRQ
V\VWHPV ,W IRFXVHVRQHIIHFWLYH LQIRUPDWLRQH[FKDQJHDQGVRFLDOFROODERUDWLRQDVDFRUHSULQFLSOHRIDNQRZOHGJH
VKDULQJSDWWHUQ,WLVGHILQHGDVDQLQWHUGLVFLSOLQDU\DUHDRINQRZOHGJHVWXGLHGE\SUDFWLWLRQHUVIURPGLVFLSOLQHVVXFK






=KDQJ DQG /LQJ  FUHDWHG D EURDG RYHUYLHZ RI +&, KLJKOLJKWLQJ WKDW 7HFKQRORJ\ DGYDQFHG WHFK
7DVNV-REV+XPDQGHPRJUDSKLFVSK\VLFDOPRWRUFRJQLWLRQOHYHODQGHPRWLRQOHYHODQG&RQWH[WJOREDOFRQWH[W
VRFLDOFRQWH[WDQGRUJDQL]DWLRQDOFRQWH[WDUHDVVRFLDWHGZLWKGHVLJQXVDELOLW\DQGXVHUHYDOXDWLRQLPSDFW
,Q WHUPVRI WKHLQIRUPDWLRQEDVHGSHUVSHFWLYHLW LVVWULFWO\UHODWHGWR WKHNQRZOHGJHRIZKHUHWKHLQIRUPDWLRQLV
DYDLODEOHIRUUHWULHYDOIRUDGGUHVVLQJDVSHFLILFLVVXHZKLOHWKHWHFKQRORJ\EDVHGSHUVSHFWLYHIRFXVHVRQWKHXVHRI
LQIRUPDWLRQV\VWHPVDSSOLFDWLRQVWRUHWULHYHVWRUHDQGGLVVHPLQDWHLQIRUPDWLRQ
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7KHPRVWFRPPRQGHPRQVWUDWLRQRIWKHLQIRUPDWLRQEDVHGSHUVSHFWLYHLQRUJDQL]DWLRQVLVPRVWOLNHO\WREHIRXQG
LQ H[LVWLQJ RU HPHUJHQW GRFXPHQWVPDGHPDQDJHDEOH E\ XVLQJ WHFKQRORJ\ V\VWHPV RU WD[RQRPLHV ,Q WKDW VHQVH
LQIRUPDWLRQEDVHG NQRZOHGJH LV XQGHUVWRRG DV FRGLILHG NQRZOHGJH DQG LV UHJDUGHG DV DFFXPXODWHG GDWD DQG
LQIRUPDWLRQ.QRZOHGJHLVWKHUHVXOWRILQGLYLGXDODFWLRQDQGWKLQNLQJ7KHLQGLYLGXDOLVWKHPRVWHIILFLHQWXQLWRI










GHILQH DV GLPHQVLRQV RI FRQYHUVLRQ RI WDFLW WR H[SOLFLW NQRZOHGJH IURP WDFLW WR WDFLW H[SOLFLW WR H[SOLFLW WDFLW WR
H[SOLFLW DQG H[SOLFLW WR WDFLW 7KH DXWKRUV FUHDWHG D .QRZOHGJH 6SLUDO H[SODLQLQJ WKH F\FOLF NQRZOHGJH FKDQJH
SURFHVVIURPWDFLWWRH[SOLFLWDQGH[SOLFLWWRWDFLWE\VHSDUDWLQJWKHTXDGUDQWLQWRIRXUDVSHFWVRINQRZOHGJHWUDQVIHU
6RFLDOL]DWLRQ([WHUQDOL]DWLRQ,QWHUQDOL]DWLRQDQG&RPELQDWLRQ
(OOLV  SURFODLPV WKDW ³7DFLW RU KLGGHQSHUVRQDO NQRZOHGJH DQG H[SOLFLW RU FRGHG DQG IUHHO\ DYDLODEOH
NQRZOHGJHFDQEHKHOGDWHLWKHUDSHUVRQDORURUJDQL]DWLRQDOOHYHO´S7KHREMHFWLYHRINQRZOHGJHPDQDJHPHQW
LV WR LQFUHDVH RUJDQL]DWLRQDO SHUIRUPDQFH FXOWXUHEDVHG WRZDUG VXSSRUWLQJ WKH GHYHORSPHQW DQG DGRSWLRQ RI




DQG XVH DV GHIHQGHG E\ 1RQDND DQG 7DNHXFKL  RQ NQRZOHGJH FRQYHUVLRQ EDVHG RQ DFFHVVLELOLW\ ZKLFK

















6DQGHU  DGYRFDWHV WKDW LQ D JOREDOL]HG DQG KLJKO\ FRPSHWLWLYH EXVLQHVV HQYLURQPHQW ³OHDUQLQJ
RUJDQL]DWLRQVKDYHDFUXFLDODGYDQWDJH´S7KHDXWKRUGHIHQGVWKDWRUJDQL]DWLRQVWKDWFDQTXLFNO\DQGHIIHFWLYHO\
UHVSRQG WR FKDQJHV DUH DKHDG RI WKH FRPSHWLWLRQ DQGPRVW OLNHO\ WR FUHDWH LQQRYDWLYH SURGXFWV DQG VHUYLFHV DQG
OLNHO\WRDWWUDFWDQGUHWDLQWKHEHVWHPSOR\HHV
$OWKRXJKOHDUQLQJLQDQRUJDQL]DWLRQLVUHODWHGWRWKHIRUPDOSURFHVVRIWUDQVIHUULQJLQIRUPDWLRQIRUDQLPPHGLDWH
SXUSRVH VXFKDV WHDFKLQJ VRPHRQH WRGRDQHZ WDVN WUDLQLQJHWF OHDUQLQJDOVRKDSSHQV LQDQ LQIRUPDOPDQQHU
VXFK DV FRQYHUVDWLRQ LQWHUDFWLRQ ZLWK RWKHUV DQG GDLO\ H[SHULHQFHV /HDGHUV RI OHDUQLQJ RUJDQL]DWLRQV PXVW






RUJDQL]DWLRQDO SHUIRUPDQFH´ S  7KH DXWKRUV DIILUP WKDW ³RUJDQL]DWLRQDO OHDUQLQJ GHYHORSV HPSOR\HH
FRPSHWHQFLHVWKDWDUHYDOXHGE\FOLHQWVKDUGO\LPLWDEOHFRQVHTXHQWO\FRQWULEXWLQJWRWKHFRPSHWLWLYHDGYDQWDJHRI
WKHRUJDQL]DWLRQ´S
2.6. Organizational support for successful knowledge management and barriers for implementation 
7KH LPSDFW RI RUJDQL]DWLRQDO VXSSRUW RQ NQRZOHGJH PDQDJHPHQW SUDFWLFH LQ RUJDQL]DWLRQV KDV EHHQ ZLGHO\
UHFRJQL]HGDVDIXQGDPHQWDODVSHFWLQWKHVSUHDGDQGFUHDWLRQRIRUJDQL]DWLRQDOEHKDYLRUVWKDWZLOOPDNHNQRZOHGJH
DFFHVVLEOHDQGXVDEOHZLWKLQRUJDQL]DWLRQV
$V RUJDQL]DWLRQV LQFUHDVLQJO\ UHFRJQL]H WKH YDOXH RI NQRZOHGJHPDQDJHPHQW IRU VXFFHVVIXO SHUIRUPDQFH DQG
FRPSHWLWLYHDGYDQWDJHWKHUROHRIOHDGHUVLQRUJDQL]DWLRQVDUHLQYHVWLJDWHGDVDGHWHUPLQLQJIDFWRUIRUWKHFUHDWLRQ
RI D FRQGXFWLYH OHDUQLQJ HQYLURQPHQW GHVLJQHG WR ³LPSURYH NQRZOHGJH VDWLVIDFWLRQ DV LW VXSSRUWV WKH NQRZOHGJH
VXSSO\WRIUHHO\IORZWRIXOILOOWKHNQRZOHGJHQHHGVRISHRSOHLQRUJDQL]DWLRQ´S
*DQMLQLD 6DOLPL DQG *KDVDEVDUDHL  YHULILHG WKDW SHUFHLYHG RUJDQL]DWLRQDO VXSSRUW LV RQH RI WKHPRVW
YDOXDEOHH[SHULHQFHVZKLFKDIIHFWVNQRZOHGJHVKDULQJDQGPRWLYDWLRQDOIDFWRUV7KHDXWKRUVDIILUPWKDWVXSHUYLVRU\
FRQWUROLV³DQLPSRUWDQWIDFWRULQIOXHQFLQJSHRSOH¶VZLOOLQJQHVVWRVKDUHNQRZOHGJHLQWKHNQRZOHGJHPDQDJHPHQW
V\VWHP´ S  7KH DXWKRUV SUHVHQW WKH FRQFHSW RI SHUFHLYHG RUJDQL]DWLRQDO VXSSRUW DV WKH HPSOR\HH¶V
FRPPLWPHQWWRWKHRUJDQL]DWLRQEHLQJGLUHFWO\UHODWHGWRWKHRUJDQL]DWLRQ¶VDELOLW\WRYDOXHWKHLUFRQWULEXWLRQWRWKH
RUJDQL]DWLRQ
.QRZOHGJH OHDGHUV VKRXOG LPSOHPHQW ³WKH DGHTXDWH VHW RI RUJDQL]DWLRQDO NQRZOHGJH VKDULQJ URXWLQHV LQ WKHLU








$FFRUGLQJWR$JDUZDODQG,VODP WKHLPSOHPHQWDWLRQRI.0WRROV LV LPSRUWDQWIRUHIILFLHQF\VWUDWHJ\
DQG WHFKQLTXHV .0 WRROV FDQ LPSURYH FRPPXQLFDWLRQ DGYDQFHPHQW RI NQRZOHGJH OHVVHQ WUDLQLQJ WLPH DQG














27 Tereza Raquel Merlo /  Procedia Computer Science  99 ( 2016 )  15 – 35 
x Business & Technology Strategy ±$OWKRXJKPDQDJHUVUHFRJQL]HWKHLPSRUWDQFHRI.0LQWKHLUEXVLQHVV
VWUDWHJ\ODFNRILQFOXVLRQRI.0LQWKHEXVLQHVV	WHFKQRORJ\VWUDWHJ\DIIHFWVWKHFUHDWLRQRIDNQRZOHGJH
FXOWXUH
x Organizational Control ±/DFNRIPDQDJHUFRPPLWPHQWLQWKHLPSOHPHQWDWLRQRI.06DQG.0
x Information Sharing Culture ±'HVSLWHVRSKLVWLFDWHGLQIRUPDWLRQSURFHVVLQJVROXWLRQVLWLVDUJXHGWKDWWKHODFNRI
VRSKLVWLFDWLRQLQWKHLQIRUPDWLRQV\VWHPSUHYHQWVHIIHFWLYHLQIRUPDWLRQVKDULQJ
x Knowledge Representation ±/DFNRIDQLQIRUPDWLRQVKDULQJFXOWXUHUHVXOWVIURPWKHODFNRIPRWLYDWLRQDQG
FRPPLWPHQWWRNQRZOHGJHFRQYHUVLRQDQGUHSUHVHQWDWLRQ
x Organizational Structure ±:LWKD7RS'RZQVWUXFWXUHPDQDJHUVDUHUHVSRQVLEOHDQGDFFRXQWDEOHIRU.0
LPSOHPHQWDWLRQ
x Managerial Command and Control ±:LWKD7RS'RZQVWUXFWXUHLWZDVQRWHGWKDWORZHUOHYHOHPSOR\HHVGRQRW
KDYHHQRXJKSRVVLELOLWLHVWRFUHDWHDQGLPSOHPHQWVROXWLRQV6ROXWLRQVDUHGHFLGHGRQDQGLPSOHPHQWHGE\
PDQDJHUV




3RSRYVNL DQG1LNROLF GHIHQG WKDWNQRZOHGJHPDQDJHPHQW HIIHFWLYHQHVV LQDQRUJDQL]DWLRQGHSHQGRQ
VHYHUDO IDFWRUV LQFOXGLQJ WKH PDLQ WKUHH RUJDQL]DWLRQDO FXOWXUH KXPDQ UHVRXUFH PDQDJHPHQW DQG LQIRUPDWLRQ









































7KLV VWXG\ LV LQYHVWLJDWHG WKH UHODWLRQVKLSV EHWZHHQ HLJKW LQGHSHQGHQW YDULDEOHV .QRZOHGJH&RQWHQW4XDOLW\




DSSURDFK ZLOO VWXG\ WKH UHODWLRQVKLS EHWZHHQ WKH YDULDEOHV $V GHIHQGHG E\ &UHVZHOO  ³LQ D TXDQWLWDWLYH
UHVHDUFKVWXG\YDULDEOHVDUHUHODWHGWRDQVZHUDUHVHDUFKTXHVWLRQ´S
6DPSOHSRSXODWLRQDQGGDWDFROOHFWLRQ
7KH VWUDWHJ\ IRU GDWD FROOHFWLRQ ZLOO XVH 6XUYH\0RQNH\ 352 WDUJHWLQJ D VDPSOH RI  LQGLYLGXDOV DV D
VWDWLVWLFDOO\ DFFHSWDEOH VDPSOH DFFRUGLQJ WR *3RZHU  FDOFXODWLRQV 7KH SRSXODWLRQ IRU WKLV VWXG\ LV ,7
PDQDJHUV ,7 VXSHUYLVRUV DQG&,2VZRUNLQJ LQ WKH WHFKQRORJ\ LQGXVWU\ LQ WKH6RXWKHUQ8QLWHG6WDWHV ,QFOXVLRQ
&ULWHULD7KHVDPSOHFULWHULDLQFOXGHGSURIHVVLRQDOVZRUNLQJLQ,7HQWHUSULVHVLQWKH6RXWKHUQ86ZKRDZRUNZLWK
,6PDQDJHPHQWLQDQ\LQGXVWU\EZRUNZLWK.0SURMHFWVSURJUDPVLQDOHDGHUVKLSDQGRUVXSHUYLVRU\SRVLWLRQDQG
FYROXQWDULO\FRPSOHWH WKHVXUYH\([FOXVLRQFULWHULDD3URIHVVLRQDODQGQRQSURIHVVLRQDOZRUNHUV LQ WKH,7ILHOG
ZLWKQRVXSHUYLVRU\RUOHDGHUVKLSH[SHULHQFHDQGRUEXQGHUWKHDJHRI
7KH UHFUXLWPHQW RI SDUWLFLSDQWV XVHG WKH UHVHDUFKHU¶V SRVWLQJ RQ /LQNHG,Q SURYLGLQJ WKH OLQN WR WKH VXUYH\
6XUYH\0RQNH\352VHUYLFH7KHVDPSOLQJSURFHGXUHLQFOXGHGWKHVLPSOHUDQGRPVDPSOLQJRILQGLYLGXDOVZKR
YROXQWDULO\DJUHHGWRDQVZHUWKHVXUYH\TXHVWLRQVRQOLQHE\FOLFNLQJ³$JUHH´RQWKHILUVWSDJHDJUHHPHQWSDJHRQ






H[SODQDWLRQV LGHQWLI\ YDULDEOHV UHODWH YDULDEOHV DQG K\SRWKHVHV DQG XVH VWDQGDUGV RI YDOLGLW\ DQG UHOLDELOLW\
REVHUYLQJDQGPHDVXULQJ LQIRUPDWLRQQXPHULFDOO\ WKURXJKXQELDVHGDSSURDFKHVDQG WKHHPSOR\PHQWRI VWDWLVWLFDO
SURFHGXUHVDVDSUDFWLFHRIUHVHDUFK
7KH GDWD DQDO\VLV SURFHGXUH XVHG WR LQYHVWLJDWH WKH IDFWRUV LQWHUIHULQJ ZLWK WKH .QRZOHGJH0DQDJHPHQW XVH
SURFHVV LQ ,7 HQWHUSULVHV LQ WKH 6RXWKHUQ 8QLWHG 6WDWHV XWLOL]HG WKH FRPSXWHU SDFNDJH VRIWZDUH 6366 IRU GDWD
SURFHVVLQJ JHQHUDWLQJ URXWLQH GHVFULSWLYH VWDWLVWLFDO TXHVWLRQ UHVSRQVHV DQG FUHDWLQJ JUDSKLFDO UHSUHVHQWDWLRQV RI
TXHVWLRQQDLUHGDWD
7KH UHVHDUFKHU FKHFNHG WKH GDWD FROOHFWHG 7KUHH LQFRPSOHWH VXUYH\V ZHUH GLVFDUGHG OHDGLQJ WR D FDUHIXO
FROOHFWLRQFOHDQLQJDQGDQDO\VLVRIWKHGDWD6366ZDVXWLOL]HGIRUGDWDSURFHVVLQJJHQHUDWLQJURXWLQHGHVFULSWLYH
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WKH UHVLGXDOVPXVW EH QRUPDOO\ GLVWULEXWHG$Q 6366 RXWOLHU ODEHOLQJ WHFKQLTXHZDV XWLOL]HG WR LGHQWLI\ RXWOLHUV
ZKLFK ZHUH HLWKHU ILOWHUHG WR SUHVHUYH WKH LQWHJULW\ RI WKH GDWD VHW RU UHPRYHG &KHFNV IRU VNHZQHVV WKH




H[SODQDWLRQV LGHQWLI\ YDULDEOHV UHODWH YDULDEOHV DQG K\SRWKHVHV DQG XVH VWDQGDUGV RI YDOLGLW\ DQG UHOLDELOLW\
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 1 0HDQ 6WG'HYLDWLRQ
([S.QRZ   
.QRZ6\V   
.QRZ8VH   
6XSHUYLVRU   
&R:RUNHU   
/HDGHU   
,QFHQWLYH   
3HU8VHIXO   
8VHU6DW   
9DOLG1OLVWZLVH   

7KHVWDWLVWLFDOSRZHUDQDO\VLVDVDSULRULSRZHUDQDO\VLVZDVFRQGXFWHGWRLGHQWLI\WKHUHTXLUHGVDPSOHVL]HIRU
HVWDEOLVKLQJVWDWLVWLFDOSRZHUIRUWKHUHVHDUFKGHVLJQDWWKHOHYHOEDVHGRQĮ XVLQJWKHG*Power 3 VWDWLVWLFDO
SRZHUDQDO\VLVSURJUDP7KLVDQDO\VLVUHYHDOHGWKDWDVDPSOHVL]HRIZDVQHFHVVDU\WRGHWHFWDPHGLXPHIIHFW
f  EHWZHHQWKHHLJKWSUHGLFWRUVYDULDEOHVIRUHVWLPDWLQJFKDQJHDPRQJVFRUHVGHSLFWLQJ.QRZOHGJH8VH
*LYHQ WKH VDPSOH RI  SDUWLFLSDQWV WKH UHVXOWV FDQ EH UHJDUGHG DV GHSHQGDEOH IRU GHVFULELQJ WKH QDWXUH RI
UHODWLRQVKLSVEHWZHHQSUHGLFWRUDQGFULWHULRQYDULDEOHV
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7KH SULPDU\ DQDO\VLV WKH UHODWLRQVKLSV EHWZHHQ WKH SUHGLFWRU DQG FULWHULRQ YDULDEOHV ZHUH HYDOXDWHG XVLQJ
VLPXOWDQHRXVPXOWLSOH UHJUHVVLRQPRGHOLQJ WR VXSSRUW LQIHUHQFHV UHODWHG WR WKH RPQLEXV UHVHDUFK TXHVWLRQV 7KLV
VLPXOWDQHRXVUHJUHVVLRQVWUDWHJ\LVDSUXGHQWDQDO\WLFVWUDWHJ\LQIDYRURIRWKHUUHJUHVVLRQDSSURDFKHVEDVHGRQWKH
DEVHQFH RI D GHILQHG a priori WKHRU\ GHSLFWLQJ DVVRFLDWLRQV EHWZHHQ YDULDEOHV RI LQWHUHVW ZLWK WKH SRSXODWLRQ
UHSUHVHQWHGE\WKHVDPSOH
7KH  HLJKW SUHGLFWRUV YDULDEOHV ([SOLFLW .QRZOHGJH .QRZOHGJH 6\VWHPV 6XSHUYLVRU &R:RUNHU
/HDGHUVKLS,QFHQWLYH3HUFHLYHG8VHIXOQHVVDQG8VHU6DWLVIDFWLRQLQWKLVPRGHOZHUHUHJUHVVHGLQGHSHQGHQWO\RQWR




0HDQV DQG VWDQGDUGGHYLDWLRQV IRUSUHGLFWRU DQG FULWHULRQYDULDEOHV DUHGHSLFWHG LQ WKH RXWSXW7KH UHJUHVVLRQ
DQDO\VLVHVWLPDWLQJWKHLQIOXHQFHRISUHGLFWRUYDULDEOHVRQOLIHVDWLVIDFWLRQ\LHOGHGDVWDWLVWLFDOO\VLJQLILFDQWPRGHO



















 D   
D3UHGLFWRUV&RQVWDQW8VHU6DW&R:RUNHU([S.QRZ.QRZ6\V/HDGHU3HU8VHIXO,QFHQWLYH6XSHUYLVRU
7DEOH&ROOLQHDULW\GLDJQRVWLF







































































































































:LWKLQ WKH PRGHO VFRUHV DVVRFLDWHG ZLWK ([SOLFLW .QRZOHGJH /HDGHUVKLS 3HUFHLYHG 8VHIXOQHVV DQG 8VHU
6DWLVIDFWLRQ \LHOGHG VWDWLVWLFDOO\ VWURQJ SUHGLFWLYH UHODWLRQVKLSV FRQILUPLQJ +D.QRZOHGJH &RQWHQW 4XDOLW\
VLJQLILFDQWO\H[SODLQV WKHYDULDWLRQ LQ.08VH LQKLJK WHFKRUJDQL]DWLRQV LQ WKH6RXWKHUQ86+D/HDGHUVKLS
VLJQLILFDQWO\ H[SODLQV WKH YDULDWLRQ LQ .0 8VH LQ KLJK WHFK RUJDQL]DWLRQV LQ WKH 6RXWKHUQ 86 +D 8VHU
6DWLVIDFWLRQVLJQLILFDQWO\H[SODLQV WKHYDULDWLRQ LQ.08VH LQKLJK WHFKRUJDQL]DWLRQV LQ WKH6RXWKHUQ86+D
3HUFHLYHG8VHIXOQHVV VLJQLILFDQWO\ H[SODLQV WKH YDULDWLRQ LQ.08VH LQ KLJK WHFK RUJDQL]DWLRQV LQ WKH 6RXWKHUQ
86 1RQVLJQLILFDQW ILQGLQJV ZHUH GHWHFWHG IRU VFRUHV UHODWHG WR VFRUHV UHSUHVHQWLQJ .QRZOHGJH 6\VWHPV
6XSHUYLVRU&R:RUNHUDQG,QFHQWLYHV

5.1.  Validity and Reliability 
$Q,QWHUQHWEDVHGVXUYH\6XUYH\0RQNH\352ZDVXVHGWRFROOHFWGDWD7KHUHVHDUFKHUUHFUXLWHGSDUWLFLSDQWVYLD







,7SURIHVVLRQDOV LQ WKHHQWLUHFRXQWU\ZRXOGKDYHSURYLGHGYDOXDEOH LQIRUPDWLRQDERXW WKHQDWLRQDOSRVLWLRQRI,7
HQWHUSULVHVLQWKH8QLWHG6WDWHVLQWHUPVRINQRZOHGJHXVHDQGVKDUH,WZRXOGDOVRDOORZHGDPDMRUXQGHUVWDQGLQJ




DQG WKH UROH RI OHDGHUVKLS LQ WKH.0 SURFHVV LQ SDUWLFLSDQW RUJDQL]DWLRQVLQGLYLGXDOV LQ 6RXWKHUQ8QLWHG 6WDWHV
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DQG VKDUH RI NQRZOHGJH LQ RUJDQL]DWLRQV" ,Q DGGLWLRQ LW ZRXOG EH YDOXDEOH WR VHH WKLV LQYHVWLJDWLRQ DSSOLHG WR
JRYHUQPHQWDODJHQFLHVLQWKHFRXQWU\DQGEH\RQG
)LQDOO\ WKLV UHVHDUFK UHFRPPHQGV WKDW NQRZOHGJH XVHVKDUH LV LQYHVWLJDWHG IXUWKHU LQ WHUPV RI RUJDQL]DWLRQDO
SHUIRUPDQFHLPSURYHPHQWDQGJHQHUDWLRQRIFDSLWDOLQWHOOHFWXDO
&RQFOXVLRQ
2UJDQL]DWLRQV QRZDGD\V UHO\ KHDYLO\ LQ WKH DELOLW\ WR FDSWXUH RUJDQL]H VWRUDJH XVH DQG VKDUH
LQIRUPDWLRQNQRZOHGJHDLPLQJDWSURGXFLQJLQQRYDWLRQDQGVWD\LQJDEUHDVWLQLWVILHOGRINQRZOHGJHDQGLQGXVWU\
7KLV VWXG\ GHPRQVWUDWHG WKDW WKHUH DUH VHYHUDO IDFWRUV LQWHUIHULQJ ZLWK WKH RUJDQL]DWLRQDO DELOLW\ WR XVH WKH
LQIRUPDWLRQV\VWHPDYDLODEOHLQDPDQQHUWKDWLVSHUFHLYHGDVXVHIXODQGVDWLVIDFWRU\WRXVHUV,WZDVDOVRHYLGHQFHG
WKDW OHDGHUVSOD\DFUXFLDOUROH LQ WKHHQFRXUDJLQJDQGIDFLOLWDWLQJHIIHFWLYHNQRZOHGJHPDQDJHPHQWXVHWKURXJKD
FOHDUXQGHUVWDQGLQJDERXW WKHEHQHILWVRI.0XVHDQG WKHFRPPLWPHQW WR WDNHDFWLRQV WKDWZLOOVKRZKRZ.0LV
DSSOLHGWREXVLQHVV7KHKLJKHUSHUFHSWLRQRIXVHIXOQHVVDQGXVHUVDWLVIDFWLRQDUHVWURQJLQGLFDWRUVWKDWLQGLYLGXDOV
SDUWLFLSDWLQJ LQ WKLV VWXG\ UHFRJQL]H WKH UHOHYDQFH RI NQRZOHGJH VKDULQJ FDSDELOLWLHV IRU MRE SHUIRUPDQFH¶
HQKDQFHPHQWDQGZLWKWKHZD\.0IDFLOLWDWHWKHXVHVKDUHRILQIRUPDWLRQDYDLODEOHLQWKHRUJDQL]DWLRQWRGRWKHMRE
DGHTXDWHO\
7KRVHFRQFOXVLRQV OHDG WR WKHFODLP WKDW WKHHIIHFWLYHXVHDQGPDQDJHPHQWRINQRZOHGJH LQRUJDQL]DWLRQVDUH
GHFLVLYH LQ WKHHIIHFWLYHXVHRI.06UHVRXUFHVDQGMRESHUIRUPDQFH ,W LVDOVRXQTXHVWLRQDEOH WKDW OHDGHUVKDYHD
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+XDQJ/	/DL&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&ULWLFDO6XFFHVV)DFWRUVIRU.QRZOHGJH0DQDJHPHQW,PSOHPHQWDWLRQLQ/LIH
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